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ABSTRACT

This study examines the relationships between service quality, customers’ satisfaction and customers’
loyalty. We hope to clarify whether trust and commitment can play mediating roles between customers’
satisfaction and loyalty. In this research, we study the industry of vehicle maintenance services. \We
collected 312 valid samples of questionnaires. We analyze these collected questionnaires by using
LISREL. We arrive the the following conclusions. First, among all dimensions of service quality, interaction
quality is the most important one; and, outcome quality is more important than physical environment quality.
Second, service quality has positive influence on customers’ satisfaction. Customers’ satisfaction hasn’t
positive influence on customers’ loyalty, but it has positive influence on customers’ loyalty through
relationship commitment. Third, customers’ satisfaction has positive influence on customers’ trust; but, trust
hasn’t positive influence on customers’ loyalty. So trust does not play the critical mediating role on the
relationship between customers’ satisfaction and customers’ loyalty. However, the relationship commitment
plays the critical mediating role. We have two new findings. One is that high customers’
satisfaction or trust does not lead to high customers’ loyalty. The other one is that
customers’ trust does not play as the mediating role between cumstomers’ satisfaction and

loyalty.

KeyWords: Service Quality, Customers’ satisfaction, Trust, Relationship Commitment,
Customers’ loyalty
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WG BE - I R SRR T BRI - B2 BB B IR » §)
BEAAEESHEREZRELEERHAE  HEEE  AFEHESHE  S5E -
AUDUN — A Ry 2 a5 - LM IUBR - FHEEREERERESA 1 X
B H 8 1~2 R A RYEA R - B RS 380 {17 > FE[E[uy 350 {7 - HIFREE REEZ
NG 38 (018 > AWHIE Z A RBEAR R 312 (7 > ARURARBIUR Ky 82.12% -

FH A gE Ol & H S IE B R B IR W R R IVEE E BE— A 0 B T THB[E
777458 5 (common method variance ) #YEE 4 > AT EREN(L) 2 A IR G A — & H
oh B T — B K7 m R DA R (2)RE TE P MR I B A — R G RETE M HE S S WA ([ 5 i AR TR
HEFEERNES -

(=) FERTH

AR Z BRI DAL B R B & Ry 2 M 52 > SEE UL 33 (0 A& - &%
fEIE 215 ~ BUEAR 2 For » fR#E Cuieford (1965) MY(SEFGIRIRAEACE - A%
H MY Cronbach” s o {HE/ViE 0.8 Dl b BURSMEE REEE S MERET
H > BfESEL (2009) S8 5 RAA AR R 8 nfE T B R - S S0%MIR-EME
WL R - AR SHEZ R TBEEERE R/ VEE 70% 0L £ > BURSHEHYE
PR B4 - &G Bal > R FE S A T -
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] RETH B fih] B R T Cronbach's o {H ~ ZEIEFfEREEREE
Ak 7 & 32 4 0.981 79.48%
AR R 4 fitt 0.948 86.73%
(ERES 9 it 0.978 85.02%
R (R K B 4 it 0.929 82.75%
B L E 4 s 0.872 73.57%

() BT IT A

AWtFeiEE SPSS 12.0 #hg T AV MMt ER MR AEAF R - WLEH
LISREL &iatikagsitaba At e prryE{E & iaE - 15 H1 5 H8 Ay fRER -

— ~ BARERER I
(—) ANOgEt&E R

AR AEARERE B 0R 3 o -

He 3 |1 > AEMERI i E > BEERTEEERKEAT 65% > a[fS MR B 7 LA
BHAERZ 8 > LR BT 35% @ BURHIZMERERE - 3 BT AT A E R
ez ZLEBI A Z S Z 3 - (iR o i 50 7y A Z BL 26~35 ~ 36~45 5k 1= Wi ([ R ¥
WANLEZ > LEBIEAT 75% » FEAEHG o7 ffi I > 46~55 BRAli%y 15% > 25 B LA B 56 5%
DL E&54Y 5% »

EHAERE L DSt - SRERSEES KRS > &5 85% - BERINTED
oy IR RS (5 28.5%) » HR RBEE ({5 25.6%) ~ BHAFK ({5 15.1%)
mE (5 122%) - APFrfSJ5m 30,000~40,000 L% @ 54y 33% » HAK &
40,000~50,000 JTEZ 20,000~30,000 JT# > & fli 17.9%E 17% - 50,000~60,000 JT% -
AL T 12.8%HIEE ARG -
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%3 EABRGER

L0l K& (A BH4rte (%)
B 202 64.7
A1 M 110 35.3
L 312 100
25 LU F 15 4.8
26~35 % 104 33.3
e 36~45 % 129 41.3
46~55 5% 46 14.7
56 s A E 18 5.8
L 312 100
tf 20 6.4
= ok 94 30.1
s e HF 96 30.8
AR ok 80 25.6
W52 A 22 7.1
4B 312 100
HAH 47 15.1
BIEE 80 25.6
S 38 12.2
EoaCE 13 4.2
e 2% Ak 75 2 89 28.5
KE L iw 16 5.1
24 5 1.6
Ho A 24 7.7
4B 312 100
200001, T 14 4.5
20000~30000 53 17.0
30000~40000 103 33
40000~50000 56 17.9
HFts 50000~60000 40 12.8
60000~70000 19 6.1
70000~80000 9 2.9
80000, I 18 5.8

“EE 312 100
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# 0.8 Dl b BRNSHBHEE e EE s MAEXE THE > GREEE (2009) 385 B f#
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o RSB EE AR B -

=~ ERGEEAD
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(—) EIR LTt
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TEMRE  LARNBRESRETE 2R LGB BEESUREET 1 3 AR
FRAEER - A GE IR R IR AV R A2 8 R AR ZE AL (R B 7£-0.45~0.97 2]
WARRE 15 BFEEREIRAE 0.14~0.71 2 [ » th B nTHEZ 0 [E - AT ARG REBEAIN R
IR ARG ET AV - A00E 4 Fos -
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SRS PR St fEE PR
R mE 4.1266 BRmEE 4.0176
HEE 4.2424 B 4.0103
HREELE 3.9490 B (5K 5 3.8366
R AR % A 4.0598 B L 3.7364

x5 Bl Z(E0E

T M EEIERN R A& & fRfEs B a Cronbach's o {&
GEE P 0.644~0.794 54.984% 0.880
EEE it Tgesm 0.734~0857 65.646% 0.947
. B2 i B 0.680~0.805 57.513% 0.932
B 0.842~0.919 76.702% 0.899
EE 0.818~0.899 74.008% 0.956
RR(F K B 0.856~0.906 79.182% 0.912
B B 0.798~0.912 75.118% 0.887

(2) BIEFEE

R H&E R > BWMHEDH "TAAGSL ) B TEEEE,) WENAEREZZ
ERE R T RORHY MIE > BURE W (8 H 2 B A A HE R FEZEACR > Bkt
W & @R E— T T EL L 2 HEA R ER R BN e E N
A B S22 T8 I AL T A ER AT Y R (45 T RRI - SoAME T B 1L ) BT AR AR )
tESTREE BT EARG., - TARBE BT EMAER, - TEERE ) BT
FmE ) FHEM > WEAMEE Y SEERZEACR o N AR I Ll 5 BRI & 3R Y
Bl (&G TRE -

(=) FEAER B E 2 E
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W E 47 Fy¢@ M BCTE ~ MG R S RUEECE = A - BE 6 Fin 0 L%
BCrEHsR » R ER p [H/NA 0.05 > R A BB ZE R ARA RTFEILE
HENRRTESZMEEREZE BRI RS 58 - RIEBE=58 (2009)
B WERABE R T E/BHEEREE > AR Z R EIEHEFEELE -
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FrEtEsEny -

AL 2HHFHLEE(FE (FEI5H 0 2009 BRIES - BRIA - BT~ 2078
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HH AGFI REREAE » Hep S EESE » BURAHGmEAAHE BT R4 - %%T
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1. #FE(STE (Construct Reliability - CR) : RorfmITE IR — 2t @ FEEEERT
E TR PRA — B RE - ARIRE T (2009) FTE » 0.7 B A2 AVIRAE > R 7
BURAWIZEZ CREHAE 0.7 DL L MFRREHF R VEREE

2. ZH ¥ 5 & (Variance Extracted - VE) @ B#EMSEHNSEBHNERE » 2
— Al 2O B B TH VB SN B R REAE T 0 o] ke B AR B THAT R
[& - Fornell and Larcker (1981) fy/#i#{H & 0.5 DL L - BIEFR 7 AW & EH 2
VEE&ZEF 05 DL F» RRHFHEREZFFEELER -
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4 ¥t x2 (Chi-Square) P {#>0.1 P=0.000 P=0.000
WY 2 (Chi-Square) /df <5 3.670 3.082
GFI =0.9 0.81 0.83
RMSEA =0.10 0.093 0.082
sk AGFI =0.9 0.76 0.79
A NFI =>0.9 0.96 0.97
CFI =0.9 0.97 0.98
IFI =0.9 0.97 0.98
RFI =0.9 0.95 0.96
2 PNFI =05 0.86 0.84
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H4 : BR ME L BRI R A ER 2 - 9.73" pkir
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EDHE - BEEEIEASELGETE - 45 E 2 Bloemer and Odekerken-Schrider
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(1) BEE S S R AR Z 28 (H4)
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(2006) -~ Caceres and Paparoidamis (2007 ) fy45smtE—24

O\) BEATH R (HT)

BFF 5 & SRS oA 5 (5 (1 7 e 2 i T R B R 2 SO P L T B T TR /R > AR SR
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